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FOREWORD 



Under the Local Government Act 1992, the Audit Commission has a 
duty to specify a list of indicators of performance which every local authority in 
England and Wales will be obliged to report annuaUy. The Commission 
intends to specify its initial requirements by 31st December 1992, so that the 
first of these lists will become effective from 1st April 1993. 

Before doing so, the Commission wishes to consult widely on what the 
list for the first year should contain. This document constitutes the 
Commission s proposals for consultation. It is in two main parts: first, a short 
paper explaining the rationale behind the selection of the indicators, and 

secondly, the proposed indicators themselves. It is important that they are read 
together. 

The Commission would welcome comments from all interested parties 
on the general approach it has taken to its duty under the Local Government 
Act 1992, on the detailed definition and interpretation of the proposed 
indicators and on the way in which it should proceed in future years. 

Comments should be received by 31st October 1992, although the 
Commission would be grateful for comments received earlier to allow for more 
detailed consideration, preferably by 16th October. A questionnaire is 
included in this document, and it would be particularly helpful if responses 
followed the instmctions contained on it. 

The Commission acknowledges with thanks the considerable amount of 
help it has already received firom a variety of sources in drawing up these 
proposals, and would like to thank in advance all who respond to this 
consultation. 



Enquiries about this document should be made to: 

Directorate of Management Practice 
The Audit Commission 
1 Vincent Square 
LONDON SW1P2PN 

Telephone: 071 828 1212 
Facsimile: 071 976 6187 
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QUESTIONNAIRE 



1. It would help the Commission to process the large number of responses it 
expects to receive if comments on individual indicators were made in a 
consistent format, such as that overleaf. 

2. For each indicator you wish to comment on, please make a separate entry 
indicating whether you think it should be modified (put ”M" in the second 
column) or deleted (”X"), proposing an alternative, or modified indicator in the 
third column, and explaining the reasons in the final column. 

3. General comments (in a covering letter or separate paper) would also be 
welcome, but again it would be helpful if these were expressed concisely and if 
they identified whether they concerned: 

a. The task as defined by the Local Govermnent Act 1992. 

b. The Commission’s general approach to this task, (as described in 
the covering paper to these proposals). 

c. Detailed ways in which the current proposals could be improved. 

d. How the indicators should be published, locally or nationally. 

e. The way in which the initiative should develop in future years. 

4. Comments should be sent to: 

Peter Wilkinson 
The Citizen’s Charter 
Directorate of Management Practice 
The Audit Commission 
1 Vincent Square 
LONDON SWIP 2PN 

They should arrive not later than 31st October 1992; conunents received by 
16th October 1992 would be particularly appreciated. 



•• 

u 
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CONSULTATION PAPER 



CITIZEN’S CHARTER - PERFORMANCE INDICATORS 



The Audit Commission is required by the Local Government Act 1992 to 
publish a set of indicators of performance for local authority services as part of 
the Citizen's Charter. Every authority in England and Wales will have to record 
Its own performance in these terms; the details will be published in a local 
newspaper; and the Commission will then publish the results nationally. 

The attached sheets set out the Commission's draft proposals for the 
first year's indicators. Following consultation, these will be revised and issued 
officially in December, to be used by authorities during the financial year April 
1993-March 1994. 

This introduction explains how the Commission has approached this task, 
and highlights some of the main issues on which it would welcome comments 
and advice. The first section discusses how the Commission has interpreted the 
objectives of the Citizen's Charter and of the Local Government Act. Following 
sections discuss the ways in which the indicators have been selected, the 
particular problem of measuring quality, and how the Commission proposes to 
develop these indicators in subsequent years. 



OBJECTIVES 



The statutory framework for these proposals is set out in the Local 
Government Act 1992. The first section of the Act reads as follows; 

"The Audit Commission... shall give such directions as it thinks fit for 
requiring [local authorities] to publish such information relating to their 
activities .. as will in [its] opinion, facilitate the making of appropriate 
comparisons (by reference to the criteria of cost, economy, efficiency and 
effectiveness) between - 

a) the standards of performance achieved by different 
[authorities] 

b) the standards of performance achieved .. in different .. 
years " 



The wider framework for this Act is the government's Citizen's Charter 
programme. This comprises a series of initiatives designed to improve the quality 
of services to the public, and to make them more responsive to the needs of 
those who use them. As set out in the 1991 White Paper, there are four main 
themes: 
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"Quality - A sustained new programme for improving the quality of 
pubiic services. 

Choice - Choice, wherever possible between competing providers, 
is the best spur to quality improvement. 

Standards - The citizen must be told what service standards are 
and be able to act where service is unacceptable 

Value - The citizen is also a taxpayer; public services must be able 
to give value for money within a tax bill the nation can afford. " 

The Commission has drawn five main conclusions from this: 

1 . The indicators must be of interest to citizens. 

2. They should, so far as possible, deal with cost, economy, and 
efficiency, as well as with quality and effectiveness. 

3 They should support useful comparisons, over time, and between 
authorities. 

4. They should deal with the main services provided by local 
government, and focus on those aspects that reflect the 
performance of individual authorities. 

5. They should be reasonably acceptable, without laying down new 
norms or standards, and avoid incentives to distort. 

Finally, the Commission undertook in its initial consultation paper to seek 
to minimise the burden imposed on local authorities, especially during the first 
year of operation. 

The following paragraphs discuss how the Commission has interpreted 
these various objectives. 



1. Citizens' Interest 

First and foremost, the indicators must be interesting and comprehensible 
to citizens. Ideally therefore the Indicators selected would deal with those 
aspects that most interest citizens, whether as users of services or as taxpayers. 

In practice, most of the performance indicators currently used by local 
authorities are designed primarily to be used by managers. Some of these may 
also interest citizens; others will not. Conversely many of the features that most 
interest citizens are not readily susceptible to measurement; citizens may not 
draw fine distinctions between issues of policy and matters of efficiency or 
performance; and they are often unaware which authority is actually responsible 
for the services that they receive. 

The Commission has considered carefully the issues which are likely to 
concern a significant number of citizens,- and has developed an approach which 
considers, first, what issues are of interest, and then what indicators are or could 
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be available. Exhibit 1 shows an example of this approach. It demonstrates how 
it leads to the identification of possible indicators of performance. But once 
possible indicators have been Identified, it is necessary to select those which will 
be most interesting and meaningful to citizens, and many possible indicators fail 
these criteria. Further development of this approach will illustrate where the 
Commission needs to concentrate future work in order to address the issues of 
most concern to citizens. 

2. Cost, Economy, Efficiency & Effectiveness 

In line with the criteria set out in the Act, the Commission has sought to 
include for each service a measure of overall cost, one or more measures that 
could support comparisons of economy or efficiency, and at least one attempt to 
deal with quality in some way. Cost indicators present little problem, quality 
indicators are typically much more difficult and progress will be needed to develop 
good indicators in future years. 

3. Comparability 

Third, the Indicators should permit and support reasonably useful and fair 
comparisons, from year to year or from authority to authority, and preferably 
both. 



Almost any comparative statistics can be misleading if taken too literally, 
and can be "misinterpreted" or quoted out of context. However the Commission 
does not agree with those who conclude that any such comparisons are simply 
valueless, as this denies the purpose of the Act. Nor does It favour displaying 
"adjusted" figures. It believes citizens will be best served by showing actual 
figures, if necessary accompanied by "context" indicators, for example the local 
crime rate alongside the more direct indicators of the performance and cost of the 
police. 



To provide good comparisons, the indicators should also have a reasonably 
clear interpretation. However this is not the same as insisting that for each 
statistic the highest or the lowest value should be unambiguously the best. There 
may be an optimum value, where extremes at either end are undesirable, or 
citizens may reasonably differ about what is good or bad - for example the 
amount of money spent on any local service such as parks. 
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Citizen's Detailed Question 


Possible Performance Indicator 


Comments 


1$ the local area kept 
clean? 


Is the household rubbish 
service good? 


Score out of ten on quality check-list 


An attempt to "measure” quality 


Are the streets kept clean and 
free of litter and dogs' mess? 


Defaults against EPA 


A dear standard, but few defaults likely 


Other complaints alleging: 

failure to perform service, or 
bad performance of service, or 
poor attitude of staff 


Cross authority comparisons more likely to reflect the 
accessibility of the council than the state of its streets or the 
attitude of its staff 


Good practice list 


Heios to assess the approach the council is taking 


Are citizens satisfied with the 
cleanliness of the area? 


Results of satisfaction survey 


Comparable within one authority, but not necessarily comparable 
across authorities unless standard survey and techniques used 


Textual explanation of how services have 
been improved as a result of the survey 


Not comparable between authorities, but likely to be very 
meaningful to individual citizens, who can compare the 
explanation with their own experience 


Does the council look 
after the parks and open 
spaces 


Are there enough parks? 


Per cent of resident population living 
within 1 mile of the entrance to a park of 
at least 1 0 hectares 


A context indicator, but not within the ability of the authority to 
improve 


Is the grass kept neat? 


Freauency of cutting 


Poor indicator - is it meaningful to citizens? 


Are parks kept free of dogs' 
mess? 


Number of dog wardens 


A measure of input, not output 


Per cent of parks where dogs are 
controlled with bye-laws 


A measure which doesn 't show outcome 


Etc. 

What does it cost the 
tax-payer to... 


...collect the rubbish? 
...sweep the streets? 
...maintain parks and open 
spaces? 


Cost per head of population for each 
service 


Proxy measure of impact on local taxes 


What does it cost the 
council to... 


...collect the rubbish? 
...sweep the streets? 
...maintain parks and open 
spaces? 


Cost per household 
Cost per kilometre 
Cost per hectare 


Measures of efficiency 



EXHIBIT 1: LOCAL ENVIRONMENT: What does the council do to make it a pleasant place to live? 
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4. Scope of the Indicators 



The indicators are intended to deal with the performance of the local 
authority itself. So, for example, in dealing with highways they should ideally 
focus purely on the contribution of the local highways authority, rather than the 
Department of Transport or other statutory bodies. In practice the criterion of 
citizen's interest means that it Is often necessary to compromise this principle, by 
selecting indicators where local authorities have the lead, but not the only role. 

The Commission also considers that the Act calls for information about the 
services provided by authorities, and not for example about their role as 
employers. In some cases, however, it is probable that the composition of the 
work-force directly affects the ability of the authority to provide high quality 
services. This list therefore includes an indicator about the ethnic and gender 
composition of police forces, but does not ask for analogous figures for councils' 
work-forces as a whole. For the same reason no indicators are proposed for 
councils' support services. 

5. Acceptability 

These indicators need to be reasonably acceptable, not only to citizens, 
but also to local authorities, to the service professionals that work for them and 
to other interested parties. 

Some commentators have objected to the Local Government Act on the 
grounds that every authority will be judged on a pre-determined set of indicators, 
which may not reflect their local policies. This is inevitable to some extent, but 
the Commission has tried to focus on indicators that the majority of authorities 
would endorse. . 

The Commission has also avoided laying down pre-set standards. Most of . 
the proposed indicators are open-ended, with no implication that any figure is the 
right standard - or even that a high figure is better than a low one, balancing the 
cost with the service provided. In the case of indicators such as the percentage 
of planning applications determined within 8 weeks, the figure of 8 weeks is 
already in general use, and there is no implication that the right standard Is 100% 
- the national average Is around 60% - or indeed that 8 weeks is the right target. 



SELECTING THE INDICATORS 

With these general objectives, the Commission then had to decide which 
indicators to include in this first year's list - and more particularly (a) how many 
indicators to include, and (b) how to weigh up the balance the between the 
inherent Interest of each indicator, and the cost and feasibility of collecting the 
information. 

How Many indicators? 

The first practical issue the Commission had to settle was roughly how 
many indicators it should be asking for. Its task - and the implications for local 
authorities - would obviously be radically different if this number were 1 ,000 
rather than say 50. 
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The Act is silent about this. However, in simple terms, if the list were to 
deal with cost, economy, efficiency and effectiveness, it would need a bare 
minimum of four or five indicators for a single service such as libraries. And as 
local government provides a large number of very different services, and many of 
these are far more complex than libraries, the Commission suggested in its initial 
consultation paper that the list might number about 200. 

The response to this proposal has been sharply divided. The majority of 
local authorities suggested that 200 was too many to interest most citizens; a list 
this long would divert attention from the most important indicators; and it would 
be burdensome to have to record and report so many figures. However many 
authorities also commented that five indicators would be far too few to provide a 
balanced picture of individual services, and to avoid distortion between their 
various objectives. 

Comment from professional bodies and consumer organisations was much 
more uniform - in favour of more indicators, at least for the services in which they 
were interested. 

Faced with these conflicting points of view, the Commission is proposing a 
set of 152 indicators for this first year - 95 for county councils, 74 for shire 
district councils, and 130 for single-tier authorities, excluding Fire and Police. This 
has inevitably limited the aspects of services that can be covered. For example, 
there are very few indicators here that deal with the service provided to particular 
minority groups. These are intended to provide a basic set of indicators, most of 
which are already measured and reported by authorities. For the future, the 
Commission does not wish to chop and change, but it does intend to develop this 
list, in particular by including some better indicators of quality and effectiveness. 



Citizen's Interest vs Measurability 

Having decided roughly how many indicators to aim for, the Commission 
then needed to develop a consistent approach to selecting or rejecting specific 
examples. The objective is to produce information that will interest citizens; and 
at the same time the Commission has undertaken to keep to a minimum the 
burden of recording and measurement. So in each case there are two basic 
issues: how interesting is the indicator to the citizen, and how easy is it to 
collect? 

In some cases these criteria point the same way. As taxpayers, most 
citizens should be interested in what services cost, and local authorities already 
measure and report these costs. But more typically the two criteria conflict: 
readily available statistics tend to be more interesting to managers than to 
citizens; measuring what really concerns the citizen tends to be much more 
difficult. The question is therefore one of balance: does the degree of public 
interest justify the cost or difficulty of collection? 

As an illustration of this dilemma, the difficulty in collecting consistent 
figures has led the Commission to be very cautious about using complaints as an 
indicator. These can provide excellent information about service quality, but they 
are likely to be systematically misleading when compared authority by authority. 
Apart from definitional problems, the best-managed authorities are likely to have 
responsive complaints systems, and therefore to record more complaints than 
those providing worse services. This year's indicators do not use simple measures 
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of the number of complaints as a proxy measure of service quality, but this is an 
area that the Commission expects to develop further in future years. 

This year, as promised in its consultation paper, the Commission has put a 
high weight on the criterion of measurability. Over half of the proposed indicators, 
(including all the cost figures) use statistics that authorities already report on a 
standard basis, and employ identical definitions, and over half of the rest use data 
that would normally be available to a well-managed authority. 



MEASURING QUALITY 

The Act specifically instructs the Commission to include indicators of the 
effectiveness of services, and all the consumer research examined or undertaken 
by the Commission indicates that the public attaches prime importance to service 
quality. For example, of the ten main features of public libraries, the one 
receiving the highest score was the helpfulness of staff. 

The problem is that it is very difficult to measure quality, for two reasons: 

Quality is often inherently hard to define or measure. It is unlikely 
that there could ever be an objective measure of the helpfulness of 
library staff or that it would be sensible to ask every authority to 
record one. This can only be judged more directly by inspection or 
by those using the service. The same applies to many other 
services, for example the quality of child care. This sets an 
inherent limit to what can be achieved by the numerical core of an 
exercise such as this. 

There are few agreed quality standards or definitions. For example 
it would be feasible to draw up an objective quality standard for 
council housing in terms of space, interior amenities etc. Individual 
councils have standards that they apply to their own housing, but 
there is no generally recognised standard that could readily be used 
for this exercise, such as the now outdated Parker Morris standard. 

In general, the Commission is not relying on new definitions or standards. 
To be acceptable, these would need to be developed over a longer time span, 
involving very extensive consultation. However it hopes that in future those 
concerned with each service will be able to develop more explicit quality 
standards which could be used, and it will play an active part in such work. 

Where there is no readily measurable indicator of quality, there are 
alternatives that can be used, in particular partial measures of quality, non- 
numerical indicators, check-lists and user surveys. Again, the Commission intends 
to develop these further in future years, as discussed below. 



1. Partial Measures of Effectiveness. Jhe simplest solution is to include partial 
indicators of quality that happen to be easy to measure. For example: 

One aspect of the helpfulness of library staff Is the speed of 
dealing with requests for new books; this can be measured. 
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A key factor in the effectiveness of a fire brigade is the speed of 
attendance at incidents, or the per cent of occasions when Home 
Office attendance targets are met. 

One partial aspect of the quality of the development control 
process is the speed with which decisions are made. 

2. Non-Numerical Indicators The most obvious basis for comparison is in terms 
of numbers, especially comparisons of management performance. But numbers 
are not the only or even the main way in which ordinary citizens make 
comparisons about products or services. Organisations such as the Consumers’ 
Association use both numbers and check-lists, and non-numerical descriptions, 
because this is often the only practical way to produce useful comparisons of 
quality. 

3. Quality Checklists. In many services quality has a number of different facets, 
none of which is predominant. Each of these can be checked on a yes/no basis; 
an overall appraisal can be based on the set of answers, or simply on the total 
"score". With say ten factors scored it is not necessary that each factor be totally 
objective, but on balance a service which scores 8 is likely to be of a higher 
quality than one which scores 2. The Commission is proposing this solution for 
evaluating councils' refuse collection service, and complaints and information 
systems. 

4. Surveys. An alternative approach to measuring the quality of services is to 
find out what users (and non-users) think of it, by surveys. Many authorities 
already do this. And many of those consulted by the Commission suggested that 
as well as asking authorities to report the cost of their libraries, and to count the 
number of books issued, it should also specify a simple survey of this and other 
services, to be undertaken and reported on a standard basis by every authority. 

The Commission has does not consider that it would be appropriate to 
make this a mandatory requirement for all authorities, at least not this first year. 
However it proposes to develop a specification for a simple survey of local 
residents and users of services that it would recommend to authorities to apply on 
a voluntary basis. This should be available in time to be used by the end of the 
1993/94 financial year. 

The Commission has therefore included some general indicators that would 
require authorities to describe, in whatever form they think fit, how they address 
certain key citizens' concerns, such as information and surveys. 



FUTURE DEVELOPMENTS 

The Commission has tried this year to lay the foundations for a system for 
comparing the performance of local authorities. There is considerable scope for 
future development, in particular: 

Citizens' Interests The Commission intends to carry out further 
research into the issues which most concern citizens, and into their 
opinions of these current proposals. 
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Quality It will consider how to improve its approach to issues of 
quality, including the ways in which authorities communicate with 
their residents and adjust their services to address their needs, and 
in particular at the best ways of comparing performance on such 
issues. 

Coverage The Commission will also consider whether, and how, 
the list of indicators should develop to cover issues which are 
currently not dealt with, such as the Arts, or currently included only 
superficially, such as public rights of way. 

Addressing these Issues, the Commission will continue to bear in mind the 
need to achieve a balance between the complexity of the list it requires, and the 
willingness of citizens to study it. 

The Commission is also aware of the wide range of other performance 
indicator initiatives to which local authorities subscribe, either voluntarily or to 
central Government through force of statute. Included amongst these are the 
Commission's own Profiles and Quality Exchange, and also local authorities' 
internal performance measurement systems. In compiling its current proposals, 
the Commission has tried to make as close a link as possible between these 
sometimes disparate initiatives. One theme running through its future work is 
likely to be the need to strengthen these links and make them more explicit. In 
particular, it will aim to develop its current role as a catalyst for good practice 
through auditors' value for money and management arrangements work with 
authorities. 



PUBLICATION 



The main practical implication of the Local Government Act is that 
authorities are to publish their performance information locally. The Commission 
can then publish national summaries of this information in order to facilitate 
comparisons between authorities. 

Local Publication. Authorities are required to publish all the specified information 
"in a newspaper circulating in the area", within nine months of the end of the 
financial year - so in practice for the first time by December 1994. The 
Commission is advised that this means a commercial newspaper, and that for 
example a council publication delivered to every household is not an acceptable 
alternative. However, a separate page specially prepared for a council and 
inserted into a local newspaper Is acceptable. 

Subject to these constraints, and to reasonable minimum conditions of 
comprehensibility, the Commission's present intention is not to lay down any 
more detailed prescriptions about the form of local publication. 

It would encourage authorities both to publish all or some of the results in 
other forms, e.g. in their annual reports, and also to include other useful 
information not covered by the official direction, for example the Council's 
policies and targets, how it communicates with its citizens, prose commentaries 
on the figures, or other indicators that It believes to be relevant and interesting. It 
would also encourage authorities to be innovative in presenting the information in 
a manner which will help citizens understand It. 
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National Publication. The Commission will also be publishing national summaries 
of this information - in practice for the first time in early 1995. It is too early to 
decide now on the exact form that this will take, and the Commission will consult 
about this nearer the time. However its intention would be to publish all the 
information arising from this exercise, unless there is a very good reason for not 
Including a particular set of figures. The information will be presented in various 
ways, for example some may be appropriate for league tables, but others may 
require more detailed analysis. It would also make the information available on 
magnetic media, so that individual authorities and outside commentators can 
make the most use of it for drawing up what they believe to be the most relevant 
comparisons. 



The Commission would also intend to publish a set of explanatory notes 
about each indicator, drawing attention to what causes performance to vary and 
which local circumstances should be considered when interpreting them. (These 
could also be used in authorities' local publication). It will consult on this in 1993. 



CONCLUSION 



The Local Government Act gives the Commission specific duties to collect 
and report performance indicators, and at this stage it Is concerned to achieve a 
balanced set which will be of interest to citizens without being over-simplified. 

The Commission wishes to maximise the benefits, and to minimise the difficulties 
associated with this exercise. 

Its intention is to enhance the quality of local debate about local 
government - essentially empowering individual citizens by giving them useful 
Information In an understandable way. It can also provide the opportunity for local 
authorities to demonstrate their value to citizens, and enhance the role of local 
democracy. 
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The Citizen 's Charter 



PROPOSED PERFORMANCE INDICATORS 
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INDICATORS” 



TYPES OF AUTHORITY 



This document contains all of the proposed indicators without specifying which apply to which type of 
authority. This is generally obvious in the current list - for example metropolitan district councils are not 
responsible for the Fire Service - though the official direction will be explicit when it is Issued in December. 
Services that may be provided by both tiers will only be included for the tier that carries primary 
responsibility. Thus shire district councils will not be asked to report on highways Indicators and county 
councils will not be asked to complete indicators for development control. 



DEFINITIONS 

The proposed indicators listed here are mostly described in very simple terms, for example "Net expenditure 
per head on the library service". This should be sufficient to show what the Commission proposes to ask 
authorities to report, but It is clearly insufficient as a precise definition. Such a definition would, in this 
case, have to specify: 

(a) what Is to be included under the heading "library service", 

(b) what types of expenditure or income are to be included or excluded, and how overhead costs 
are to be treated, and 

(c) how "per head" is to be defined and measured. 

The Commission's approach to definitions will be as follows: 
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1 . Unless otherwise specified, all costs will be defined as in the Government's Revenue Outturn 
(RO) returns, which in turn are based on established definitions and costing conventions. Costs 
would be shown net of income and specific grants, and (like the RO statistics), would exclude 
capital financing charges. 

2. Population figures will be defined in terms of the Registrar General's estimates for the year. 

3. All other figures that are already reported either to Government or to CIPFA would be defined In 
exactly that way. Thus "unfit houses" would be as defined In the HIP return, "library book 
issues" as in CIPFA's Library Statistics. 

4. Where figures are commonly counted by authorities, but not necessarily In one specified way 
(for example "pupils aged 11-1 5"), the Commission will specify which form of count to use. 

5. Where an indicator uses figures that are not commonly counted, for example "flats with 
controlled entry", the Commission will be developing a workable definition, and would In many 
cases appreciate suggestions. 

The Commission has prepared a set of more detailed notes about the definitions of each proposed Indicator 
which contain either a precise reference or description, or a discussion of the issues yet to be settled. 
Copies are available on request from the address shown In the Foreword. 

The proposed numerical indicators are shown "per" a specified denominator. This would be the likely way 
In which they would be published in the Commission's national comparisons, but may not be the best way 
for them to be published by councils locally. The Commission would welcome advice on the best way of 
publishing the Information to make it meaningful to local people. 
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INDICATORS'' 



COUNCIL-WIDE INDICATORS 



Most of the Indicators in the proposed list deal with specific services, but this first set of indicators deals 
with the council's relations with its citizens as a whole. Many of them do not require numerical answers, 
but they are designed to address key issues of direct interest to citizens as discussed in the Citizen s 

Charter White Paper. 

This defines the six principles of the Charter Standard. Public services should: 

- Publish the standards and targets they set themselves, and the performance they achieve against 
those standards and targets 

- Consult with the users of their services In setting standards 

- Give information about the range of services available, in plain language 

- Provide a courteous and efficient customer service 

- Maintain a responsive complaints service, with some means for independent review 

- Ensure that their performance Is validated independently and that they have a clear commitment 
to value for money 

The Audit Commission's role under the Local Government Act 1992 is to validate and then publish the 
levels of performance which have been achieved by local authorities. This performance includes not only 
the services which authorities offer, but also their performance against the Charter Standard. 
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The degree of success with which authorities achieve the Charter Standard is particularly difficult to 
compare, especially between different authorities. Nonetheless, the Commission proposes to make a start 
in the first year. Some of the indicators are particularly "soft" and some are textual rather than numerical. 
They should, however, "...facilitate the making of comparisons..." by citizens as the Local Government Act 
1992 requires. Indicators of this nature are included on information, complaints and surveys. It may be 
better to formulate them as questions for each of the services, and the Commission would welcome advice 
on whether they should do so, though this would increase the total number of indicators required. 

Such indicators would help citizens to assess the overall performance of their authorities, but there are 
other issues of an overall nature on which indicators are useful. Some initial indicators are included 
concerning access to public buildings, local democracy, local authority staff and finance. 

There is considerable scope for development of all of these indicators in future years; mindful of Its 
intention to minimise the burden of data collection on local authorities, the Commission will be cautious 
about the indicators It selects. 
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INFORMATION 



CITIZEN'S QUESTIONS 


No 


INDICATORS 


COMMENTS 


How quickly does the 
council answer the 
telephone? 


INF 1 
INF 2 


Council target for speed of 
answering telephone calls 

Percent of times target achieved 


This will only monitor calls to switchboards or first point of contact as it is 
difficult to define the point at which callers are connected with the best 
people to respond to their requirements. 

Councils with telephone logging equipment should be able to monitor this 
precisely. Others will have to make an estimate and include a textual 
comment on how they monitor performance. Definition will be for calls from 
start of ringing to first pick-up by council staff. 

Mav be shown by department if councils wish. 


How quickly does the 
council respond to 
letters? 


INF 3 
INF 4 


Council target for the speed of 
replying to letters 

Percent of times target achieved 


This will measure the time taken to the first response by the council, 
including holding replies. It would be preferable to measure time to final 
reply, but that Is not easy to define. 

Some councils monitor this precisely. Others will have to make an estimate 
and include a textual comment on how they monitor performance. 

May be shown by department If councils wish. 


How easy Is It to find 
out more about council 
services? 


INF 5 


How does the council inform 
residents about local issues? 
(Textual description) 


Citizens often complain that they are ill-informed, but measuring whether this 
is justified is difficult. INF 5 and INF 6 are designed to reflect the effort 
councils make to inform their citizens. They are Intended to help citizens 
judge the performance of their councils in Informing them about local Issues. 
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How easy is it to find 
out more about council 
services? 



INF 6 



Score on check-list 



One point for each "yes" to following questions: 

1 . Does the council produce written information which: 

a) gives information about all its services provided to the public and 

b) is specifically written for members of the public gn d 

c) is always available (i.e. adequate stocks maintained) arid 

d) which is updated whenever the information changes? 

2. For any language (other than English) spoken as a mother tongue by at 
least 3% of the population is: 

a) all information routinely available in summary form in that language 
and 

b) all information available on request in that language? 

3. Does the council produce the Information on request: 

a) in large print and 

b) on tape? 

4. Are all public information points physically accessible to people with 
disabilities in conformity with BS 5810? 

5. Are maps available showing the location of all council offices and public 
facilities with contact telephone numbers? 

6. Is there a central help-line (other than emergency lines) which Is both: 

a) staffed for at least 1 2 hours per day and 

b) has a 24 hour answer-phone service? 

7. Is at least one mobile information centre provided? 

8. Is there at least one physical point where members of the public can get 
Information on the full range of council services? 
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COMPLAINTS 



CITIZEN'S QUESTIONS 


No 


INDICATORS 


COMMENTS 


How often does the 
ombudsman deal with 
a complaint? 


COM 1 


Complaints to Commissioner for 
Local Administration showing 
separately: 

Local settlement 
Maladministration (no injustice) 
Maladministration with injustice 


Local settlement cases are those where there is a prima facie case, but which 
the authority is able to resolve directly with the complainant, when referred by 
the Commissioner. They are not necessarily all justified complaints. 

Maladministration cases are those which the Ombudsman has Investigated and 
issued a formal finding. They are likely to be substantially fewer In number, 
and may fluctuate from year to year. They are, however, indicators of 
complaints where the case has been proved to the satisfaction of a third party. 

Total number of complaints could be included as a context for the 
interpretation of this indicator. — 


How do people 
complain about council 


COM 2 


How is the complaints system 
publicised? (Textual description). 




S6rVIOCo f 

How are complaints 
dealt with? 


COM 3 


Score on check-list 


One point for each ”yes” to following questions, which do not apply to 
complaints referred in the first instance to the Ombudsman: 

1 . Does the council have a written policy and procedure for complaints from 
the public? 

2. Is there an up-to-date version of it available to the public on request? 
(Continued on next page) 
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COM 3 
(Contd) 



(Continued from previous page) 

3. Can initial complaints be made: 

a) in writing and 

b) by telephone and 

c) by calling in person at a council office and 

d) by advocate or proxy? 

4. Is there a clear allocation of responsibility for the procedure to named 
officers who are available to the public? 

5. Are there time limits and targets for dealing with complaints? 

6. Do those complaining in writing receive a written explanation of the 
outcome of the complaint? 

7. Is there a follow-up procedure If the complainant is not satisfied with the 
first response including a right of appeal to a designated person 
independent of the officer responsible for the first response? 

8. Is there a system for reviewing the causes of every complaint to ensure 
avoidable problems do not recur? (In accordance with Local Government 
Ombudsman good practice guidance on "Devising a ComjDlaints System” 
Pamphlet Number 1 ) 

9. Is council policy on remedies published and a summary available to 
members of the public on request? 

10. Does the council publish each year a report on complaints. Including 
number, types of complaints, the length of time taken to handle them and 
how services have changed as a result of monitoring them? 
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SURVEYS 



CITIZEN'S QUESTIONS 

Does the council ask 
the views of its 
residents? 



No 



SUR 1 



INDICATORS 

When was the last survey carried 
out? 



COMMENTS 

Survey would be defined in technical terms (confidence limit, independent 
questioning, population appropriate for the questions being asked etc.) in order 
to be confident that it was capable of producing usable results. 

Possible topics which could be specified: 

General satisfaction with council services - residents 



Education - parents, including choice of schools. 
Social Services - clients and carers 
Libraries - users and non-users separately 
Police - residents 



What changes occurred 
as a result? 



SUR 2 



Textual description 



Housing - tenants 

Recreation and Leisure - users and non-users separately 
Environmental Services - residents 
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ACCESS TO PUBLIC BUILDINGS 



CITIZEN’S QUESTIONS 


No 


INDICATORS 


COMMENTS 


Can people with 
disabilities get into 
public buildings easily? 


ACC 1 


Percent of local authority 
buildings accessible to wheel- 
chairs 


Using British Standard 5810. 

This measures one aspect of physical access. Indicators covering the issues of 
access more fully may be developed In future years. 
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LOCAL DEMOCRACY 



CITIZEN’S QUESTIONS 


No 


INDICATORS 


COMMENTS 


Do local people vote? 


VOT 1 


Electoral turnout at last statutory 
local election 


It might also be desirable to assess the success with which authorities register 
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LOCAL AUTHORITY STAFF 



CITIZEN'S QUESTIONS 


No 


INDICATORS 


COMMENTS 


Are the staff well- 
motivated? 


LAS 1 


Sickness rates for: 

Manual staff 
Non-manual staff 


This is one indicator of the morale of staff. The following staff should be 
excluded: 

Staff employed under contracts subject to CCT 
Uniformed fire and police staff 
Staff employed by schools 

Turnover of staff could be an alternative, though it is subject to the economic 
cycle. Will need careful definition. 


For Welsh Authorities: 


LAS 2 


Percentage of staff able to speak 


May need to split these figures by department. 


How many of the 




Welsh 


May also be worth reporting proportion of letters, phone calls dealt with in 


Council's staff can 




Percentage of population able to 


Welsh. 


speak Welsh? 




speak Welsh. 
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FINANCE 



CITIZEN’S QUESTIONS 

How much money does 
the Council spend? 



No 



FIN 1 



INDICATORS 

Net expenditure per head, in total 
and by service 



COMMENTS 



The list could be more or less detailed than the following: 



Education 

Police 

Social Services 

Highways 

Fire 

Libraries 
Waste Disposal 



Refuse Collection 
Street Cleaning 
Recreation 

Environmental Health 
Planning 

HB & CTB Administration 
Tax Collection 
Concessionary Fares 
Public Transport 
Other Costs & Services 



Capital Charges 
Interest Receipts 
Specific Grants 
Reserves 



Expenditure headings would be tied to definitions used in RS Revenue 
Summary Form. 



Expenditure would be shown net of income and specific grants, and excluding 
capital charges (i.e. as Column 1 - Column 2 of 1991/92 RS). 



How was this spending 
paid for? 



FIN 2 



Income per head from: 



The list would be adjusted for each class of authority. 



Council Tax 
Non-Domestic Rates 
Revenue Support Grant 
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HOUSING 



It has not proved difficult to suggest a fairly extensive list of indicators for Housing Revenue Account 
housing and for homeless accommodation, mostly based on statistics that are already reported - for 
example in the statutory reports to tenants and in returns to DOE. However development is needed in 
three areas: 

Quality of Housing There is no generally established definition or standard for the quality of 
council houses. Authorities have to report the number of dwellings that are unfit, or "not 
reasonably suitable for occupation", and this measure is Included here. Three less severe 
measures of quality are also proposed: full central heating, modern wiring, and secure entry for 
blocks of flats. It would help the measurement of quality in housing if a more comprehensive 
quality standard could be agreed. 

Availability of Housing There Is no obvious way of measuring the availability of council housing 
(or of low-cost housing more generally), another key concern for many citizens. The size of 
councils' waiting lists does not serve this purpose as the criteria vary so widely. The proportion 
of lettings available to those on the general waiting list (as opposed to the homeless) provides a 
more objective measure of housing pressure, but this is still far from adequate. Here, too. It would 
be useful if a better indicator of local housing availability in relation to demand could be 
developed. 

Private Sector Improvement grants are only partial indicators of councils' work with the private 
sector. Here, and elsewhere, better indicators need to be developed to deal with councils' 
growing "enabling" activities. 



Issues to be considered in future years include: 

Quality standards, enabling low cost housing, houses in multiple occupation, 
external maintenance, adaptations for people with disabilities, sheltered housing, 

right to buy. 
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HOUSING 



Council Housing - Overall Standard 



CITIZEN'S QUESTIONS 


No 


INDICATORS 


COMMENTS 


How many houses does 
the council manage? 


HOU 1 


Number of dwellings shown as: 

2 bedrooms or fewer 

3 bedrooms or more 

and separately as: 
houses 

maisonettes and flats 


This is a contextual indicator to help with the interpretation of other 
Indicators; few councils are now in a position to change these numbers. 

Most citizens with families would consider 3 bedrooms to be a minimum 
quality threshold. There Is also a strong preference for houses as opposed 
to maisonettes or flats. 


How many dwellings 
are below standard? 


HOU 2 


Number of unfit dwellings shown 
as a percentage of total dwellings 


Authorities have to report how many of their dwellings are unfit as defined 
in HIP returns. 


How many dwellings 
have been modernised? 


HOU 3 


Percentage of dwellings: 

- without full central heating 
with electrical wiring over 30 
years old 


Since the demise of the Parker-Morris standard there has been no quality 
standard against which authorities could report. These are two basic 
Indicators designed to begin to address the issue, but no more. Many 
citizens would consider "modernised" to refer to kitchens and bathrooms 
rather than the more fundamental items proposed. 

Some authorities may have difficulty reporting these. 


How many council flats 
have secure entrances? 


HOU 4 


Percent of flats which for which all 
communal entry points are 
controlled either by staff 
permanently on duty or by 
functioning entry-phones. 


Controlled entry Is a key issue for citizens concerned about the level of 
crime. 

Careful definition will be needed. 
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HOUSING Council Housing - Management 



CITIZEN’S QUESTIONS 


No 


INDICATORS 


COMMENTS 


What are council house 
rents? 


HOU 5 


Average weekly rent for: 

1 bedroom dwelling, excluding 
bed-sits 

3 bedroom dwellings 


Two types of property have been selected as indicators of council rents. 
More detailed breakdowns would be likely to confuse. "Dwellings" 
includes all types; in urban areas, there are generally more flats than in 
rural areas, but the national average rents are very similar for different 
types of property with the same number of bedrooms. 

It would be interesting to compare this with the private sector and housing 
associations In the same area, but the information is unlikely to be held by 
authorities in a comprehensive form. 


How successful is the 
authority at collecting 
rents? 


HOU 6 


The percent of the total amount of 
rent due in the year which has been 
collected. 


Rent actually collected (Including arrears) as % of annual debit. Where an 
authority Is successful in reducing arrears, this figure may exceed 100%. 


How many people are 
badly behind with their 
rent? 


HOU 7 


The percentage of all tenants who 
are in arrears by an amount 
equivalent to 13 times the weekly 
rent thev are personally due to pay. 




What is the rent spent 
on? 


HOU 8 


Housing revenue expenditure per 
week per dwelling shown as: 

housing management 
repairs and maintenance 
uncollected rent 
empty properties (void loss) 
capital finance, plus housing 
benefits minus subsidy 
other costs net of income 


The penultimate heading groups together those Items that are outside the 
authorities' control - effectively determined by the housing subsidy system. 
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How is the Council 
tackling problem of 
non-payment? 


HOU 9 


The number of dwellings vacated 
by tenants following a possession 
order on the grounds of: 

rent arrears and 
other reasons 


Evictions are considered by some to be a measure of failure, but by others 
to be a necessary evil. 

This indicator does not reflect the efforts made by authorities to reduce 
arrears In other ways, and suggestions for a suitable indicator would be 
welcome. 


How many dwellings 
are empty? 


HOU 10 


Percentage of total dwellings 
empty at 31st March 1994, divided 
into: 


These are basic indicators of the efficiency with which authorities relet 
homes which have become vacant. It is reasonable to expect that major 
repairs will take longer than 6 weeks. 




HOU 11 


- Available for letting or 
under-going minor repairs 
Under-going or awaiting 
major repairs 

The percentage of dwellings 
available for letting or undergoing 
minor repairs which have been 
vacant for: 


More detailed breakdowns are available, but this is probably sufficient to 
Interest most citizens. 

An alternative would be to show average turn-round times for homes 
which do not undergo major repairs. 






less than 6 weeks 
more than 6 weeks 




How many squatters 
are there? 


HOU 12 


The number of dwellings occupied 
on 31st March 1994 by unlicensed 
tenants. 
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HOUSING Council Housing - Repairs 



CITIZEN'S QUESTIONS 


No 


INDICATORS 


COMMENTS 


How quickly are repairs 
carried out? 


HOU 13 


The target times for responsive 
maintenance tasks 

The percent of repairs which were 
completed within target times 


The target times for responsive maintenance vary, and need to be reported 
to allow for proper interpretation of the indicator. 


Does the council keep 
appointments to make 
repairs? 


HOU 14 


The percent of responsive 
maintenance tasks for which an 
appointment was made. 

The percent of times the 
appointment was kept by the 
council's representative 


Appointments are most important in areas where all adult tenants are likely 
to be at work and are therefore a quality issue for some tenants. 

Tasks which do not require access to the dwelling should not be included. 
An appointment must be specific to a range not exceeding 4 hours, (i.e. 
the representative will call between 8 am and 12 noon). 


How well are repairs 
carried out? 


HOU 15 


The percent of responsive 
maintenance tasks which required 
remedial action. 


Remedial action may be initiated either as a result of inspection or as a 
result of a further communication from the tenant after the work has been 
completed. 

It would be better to measure tenant satisfaction with the work carried out 
as well, but a measure of this cannot be developed in the first year. 
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HOUSING Council Housing - Allocations 



CITIZEN’S QUESTIONS 


No 


INDICATORS 


COMMENTS 


How many dwellings 
are let to new tenants? 


HOU 16 


The number of dwellings let to new 
secure tenants showing separately: 

homeless households 
general waiting list and others 

and divided between 

council housing 
housing association housing to 
which the tenant was 
nominated by the council 


This is a crude measure of the local availability of public sector housing. 


Do people from ethnic 
minorities have an 
equal chance of getting 
a council home? 


HOU 17 


Percentage of new secure tenants 
who are from the ethnic minorities. 

Percentage of new applicants for 
housing who are from the ethnic 
minorities. 


Equal opportunities in housing Is a major issue, but there is no easy way 
to measure it. This indicator begins to address the issue. 

This would be only required to be reported by authorities where the 
ethnic minority population as a whole exceeds 5%. 
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HOUSING 



Homeless 



CITIZEN'S QUESTIONS 



How many people are 
homeless? 



How long do homeless 
people wait to be 
housed? 

What does it cost the 
tax-payer to house the 
homeless temporarily? 



No 



HOU 18 



HOU 19 



HOU 20 



INDICATORS 



The number of families in 
temporary accommodation: 
hotels 
- hostels 

self-contained 
The average length and stay in 
temporary accommodation. 

Net expenditure per head on 
homeless accommodation. 



COMMENTS 



This answers the citizen's question In respect of the statutory homeless. 



This indicator will vary with the level of need, but it will indicate the 
degree of success with which the Issue has been tackled by the council. 
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HOUSING Private Sector Housing 



CITIZEN'S QUESTIONS 


No 


INDICATORS 


COMMENTS 


Does the council give 
discretionary 
renovation grants? 


HOU 21 


The number of discretionary 
renovation grants per 1 000 
population. 






HOU 22 


The average value of each grant 
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ENVIRONMENTAL SERVICES 



Citizens are generally very interested in environmental services, but often only when they are perceived to 
have gone "wrong". In some cases, such as rubbish collection, this leads to very high levels of 
satisfaction; in others it does not. 

The Audit Commission's consumer research suggests that dogs' mess and litter, including mess left behind 
by refuse collectors, head the priority list. 

It Is easy to measure inputs to environmental services, but difficult to measure outcomes. Although 
citizens know a dirty street when they see one, it Is based on subjective opinion and not easily measured in 
a way which can be compared from authority to authority. The Environmental Protection Act lays down 
some standards, but few citizens seem to be aware of, or exercise, their rights. Defaults against the Act 
are therefore too few to allow for meaningful comparisons by themselves. 

The proposed list presents some of the key issues in ways citizens should find interpretable. 

One section of the enclosed list is for completion by waste disposal authorities only, whereas the remainder 
address the district-level function. 



Issues to be considered in future years include: 

Provision of public conveniences, and the quality of their maintenance; 
the quality of street cleansing of the maintenance of parks and open spaces; 
illegal tipping; nuisance from waste disposal. 
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ENVIRONMENTAL SERVICES Refuse Collection 



CITIZEN'S QUESTIONS 


No 


INDICATORS 


COMMENTS 


How good is the 
rubbish collection 
service? 


ENS 1 


Score out of ten on quality check- 
list 


One point for each of the following: 

1 . Is it collected at least once a week (in built-up areas, excluding flats 
with communal disposal arrangements) and is the service reliable? 
(Less than defined % missed bins)? 








2. 


Does the council provide the container for the refuse? (bin or sacks). 








3. 


Is the rubbish collected without the resident needing to do anything? 








4. 


Are things left tidy after collection? (defined as a max % complaints). 








5. 


Are all small items removed? (to include garden rubbish) 








6. 


Is a free skip service available at least once per quarter (at least 50% 
of population living within 500 metres). 








7. 


Are there good arrangements to collect large items including fridges? 
(by appointment within one week). 








8. 


Can people contact the council or the contractor easily by telephone? 
(Direct dial telephone service available at least 8 a.m. - 8 p.m. every 
weekday and an answer-phone for other times). 








9. 


Are residents given at least a week's written warning if the collection 
day is to be changed? (on a planned basis, such as at Christmas. 
Changes due to unforeseen circumstances excluded). 








10 . 


Are mistakes put right quickly? (Errors corrected within 24 hours). 
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How much is recycled? 



How easy is it to 
recycle waste? 



What does it cost the 
tax-payer to collect 
refuse? 



ENS 2 



ENS 3 



ENS 4 



Percent of waste collected by 
districts which is recycled (by 
them). 

Percent of population 
EITHER living within 1 kilometre of 
a recycling point 
OR for whom there is a regular 
collection of recyclable material at 
least once per month. 



Net expenditure per head on refuse 
collection. 



Districts often provide bottle banks and other recycling points. This 
indicator is a proxy measure for how easy it is for citizens to recycle their 
own waste. It could be expanded, for example to show indicators for 
different types of recycling points. 

Authorities which provide a regular collection service will do well on this 
indicator. Those that recycle all the waste in combined heat and power 
plants will not, so this indicator should be read in conjunction with ENS 2 
and ENS 5, 
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ENVIRONMENTAL SERVICES Waste Disposal 

(for waste disposal authorities only) 



How much is recycled? 


ENS 5 


Percent of waste stream: 

Recycled or composted 
Incinerated by heat & power 
plants 

Incinerated in other plants 
Disposed of in land-fill or open 
air sites (excludes 
composting) 




How easy is it to get to 
a rubbish dump? 


ENS 6 


Percent of population living within 
5 miles of a civic amenity site. . 


Research shows that few citizens understand the phrase civic amenity 
site". They tend to associate it with leisure facilities or public 
conveniences. 

This Is a proxy measure of access to rubbish dump, but does not reflect 
the quality of service provided once there. This would require a number of 
indicators. 


What does it cost the 
tax-payer to dispose of 
waste? 


ENS 7 


Net expenditure per head on waste 
disposal 
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ENVIRONMENTAL SERVICES Cleanliness 



How good is the street 
cleaning service? 


ENS 8 


Justified complaints per kilometre 


Defaults against the Environmental Protection Act would be the most 
objective indicator, but so few are made that it would not provide a 
good measure of performance. The Commission welcomes advice on 
better ways of assessing street cleanliness. 


How are dogs 
controlled by the 
council? 


ENS 9 


Percent of area of parks in which: 
Dogs are banned 


Research shows that the control of dogs' mess is given a very high 
priority by citizens. These indicators demonstrate the willingness of 
the authority to tackle the problem, but not necessarily its success. 




ENS 10 


Dogs are controlled by bye- 
laws and dogs' mess 
disposal points are provided 

There are no controls 

Percent of streets In built up areas 
on which dogs are controlled by 
bye-laws 


Children's play areas are Included under recreation and leisure. 

Parks are defined as portions of land exceeding 1 hectare provided 
with means and facilities for recreation and pleasure for the public at 
large without fee or charge. They exclude open common land, country 
parks and national parks. 

Beaches are not Included this year. 


How much does it cost 
the tax-payer to clean 
the streets? 


ENS 11 


Net expenditure per head on street 
cleaning 
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RECREATION AND LEISURE 

The provision of recreation and leisure facilities is a discretionary service. As such, 

diversity in the services provided, and in the purposes for which they are provided. This diversity makes the 
development of comparative indicators difficult. 

Certain things may be taken as proxy measures of success; a popular leisure centre is likely to be meeting the needs 
Sf "etterZn an^^^^^ that is poorly visited. In the simplest form, the number of visitors may be a proxy for 
customer satisfaction. But simple measures of visitors may pose problems: for example, should 
pS visitors be counted, especially if there is a good restaurant? And how can the quality of the facilities be 
measured, except perhaps through a survey of both the users and the non-users? 

The range of potential activities means that the list of indicators could be very large; the current proposals err on the 
side of caution. It has been decided not to deal with charges, because they are now subject to market forces, o 
concessionary admissions, because of the need to distinguish between concessions which are purely commercial in 
nature (for example to encourage greater use of facilities during quiet periods) and genuine y social concessions (to 
encourage or enable particular types of users who might otherwise not use the facilities). It would not 

straightfor\A/ard to do so. 

Indicators REC 1 and REC 7 are designed to be proxies for accessibility. They should be easy to calculate on a 
IpreadsTeet using enumeration district information from the 1991 Census which should be available to every local 

authority. 




Issues to be considered in future years include: 



Theatres, arts, tourist attractions, children's play schemes, 
enabling the availability of sports facilities, concessions. 
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RECREATION AND LEISURE 



CITIZEN'S QUESTIONS 



How close are 
recreation and leisure 
facilities? 



How many people use 
council swimming 
pools? 



How many people go 
to sports halls? 



How many people go 
to museums and art 
lalleries? 

Does the council 
subsidise leisure 
activities? 



No 



REC 1 



REC 2 



REC 3 



REC 4 



REC 5 



REC 6 



INDICATORS 



Percent of population living within: 



3 miles of an indoor swimming 
pool 

3 miles of an indoor sports hall 

3 miles of an outdoor sports 
ground 

1 mile of the entrance to a park 
of at least 1 hectare 



Visits per head of population to 
swimming pools managed by, or on 
behalf of, councils 



Visits per head of population to 
sports halls managed by, or on 
behalf of, councils 



Visits per head of population to 
museums and art galleries managed 
by, or on behalf of, councils 
Net cost per visit to leisure centres 
and swimming pools managed by, 
or on behalf of, councils 



Net cost per visit to museums and 
art qalleries 



COMMENTS 



“hese are proxy indicators of access in terms of travel. 



They refer to all facilities which are open to members of the public at least 
20 hours per week without any membership requirements, and at reasonable 
cost, whether provided by the council or not. 



Swimming pools include leisure centres and any indoor pool In which adults 
can swim. An indoor sports hall should be large enough for a standard 
badminton court. An outdoor sports ground should be at least the size of a 

standard football pitch. 

This Is a proxy measure of usage. It does not reflect the difference between 
frequent users, and those who go only once, nor how many non-residents 
use the facilities. Pools which are open long hours, and are perceived to be 
good value for money are likely to attract more visitors. 



Similar to REC 2. 



This Is a proxy measure of usage. It does not reflect the differences likely 
to occur in tourist centres. 

This may be a sampled estimate. 

Some authorities subsidise some entrance charges on social grounds, but it 
is difficult to identify those subsidies from purely commercial ones. This 
indicator is a measure of how much is being spent by authorities related to 

usage. 



Authorities that make profits will show a negative figure. 



RECREATION & LEISURE: Page 39 

PLEASE REFER TO THE CONSULTATION PAPER "CITIZEN'S CHARTER - PERFORMANCE INDICATORS' 

Printed image digitised by the University of Southampton Library Digitisation Unit 



Are there good places 
for. children to play? 


REC 7 


Percent of the population aged 6- 
1 2 living within a quarter of a mile 
of a playground which conforms to 
BSI 5696. 


All playgrounds open to members of the general public, without paying, on a 
casual basis are included, whether council controlled or not. Playgrounds in 
dual use with schools are included. 

Only playgrounds where dogs are banned should be included. 


How big are the parks 
and open spaces the 
council maintains? 


REC 8 


Hectares of parks and open spaces 


This is a contextual indicator for REC 9. 


What does it cost the 
tax-payer to provide 
recreation and leisure 
facilities? 


REC 9 


Net expenditure per head of 
population 

parks and open spaces 
swimming pools and sports 
halls 
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ENVIRONMENTAL HEALTH 



Many citizens will be unaware of the environmental health function unless they have had cause to come 
Into contact with It. It Is therefore difficult to Identify comparable indicators which will of interest to them. 

Some process Issues are likely to be meaningful, such as the frequency of visits to high risk food premises 
and the number of formal actions that result, but the proposed list relies on careful definition If it is to be 
comparable. The Commission is developing suitable definitions in association with the regulatory and 
professional bodies. 

Only food regulation has been addressed this first year in detail, because much of the regulatory 
framework Is in place as a result of the EEC. A check-list on procedures for dealing with domestic noise is 

also Included. 



Issues to be considered in future years include; 

Risk assessment, air pollution, commercial noise, 
houses in multiple occupation, licensing of entertainment and sports. 
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ENVIRONMENTAL HEALTH 



CITIZEN'S QUESTIONS 


No 


INDICATORS 


COMMENTS 


How quickly do 
environmental health 
officers respond to 
requests for services? 


EHE 1 


Average speed of response to: 

Requests for technical services 
(e.g. pest control, drain 
clearance etc.) 


Detailed definition being developed. 






complaints relating to noise 








other complaints 




How often are risky 
food premises visited? 


EHE 2 
EHE 3 


Number of food premises per 1000 
population considered to be a high 
safety risk 

Average time between inspection 
visits to food premises considered 
to be a high safety risk. 


Detailed definition being developed. 

EHE 2 is a contextual Indicator to help with the interpretation of EHE 3 
and EHE 4. 




EHE 4 


The proportion of inspected high 
risk premises subject to formal 
action relating to food safety. 




How successfully are 
food risks controlled? 


EHE 5 


Number of justified complaints from 
the public relating to food safety. 


Detailed definition being developed. 


How well does the 
Council tackle the 
problem of noisy 
neighbours? 


EHE 6 


Score on checklist: 


One point for each "yes" to the following questions (on next page): 
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EHE 6 
(Contd) 




1 . Does the Council have a version of its policy on the control of 
domestic noise which is specifically written for members of the public, 
kept up-to-date and available on request? 

2. Does the policy specify a response time for dealing with complaints? 

3. Does the Council provide an ”out-of-hours" investigative service, 
whether pre-arranged or not? 

4. Does the Council provide a response to "emergency" domestic noise 
incidents 24 hours a day? 

5. Does the public version of the policy give a direct dial telephone 
number for enquiries and complaints relating to domestic noise which 
is staffed for at least 8 hours per working day with an answer-phone 
at all other times? 

6. Does the policy specify the circumstances In which complaints will be 
referred to the police and the Council's procedures for monitoring their 
involvement? 

7. Are complainants always informed each time the Council takes action 
on their complaints? 

8. Does the Council publish a report each year showing by category of 
domestic noise: 

a. number of complaints 

b. number of prosecutions 

c. achievement of targets for dealing with complaints 

d. preventative measures taken to control noise? 


What does It cost the 
tax-payer to provide 
the environmental 
health service? 


EHE 7 


Net expenditure per head on 
Environmental Health. 


"Core" functions as defined by CIPFA (RO cost returns fragment 
Environmental Health into several separate functions). 
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PLANNING 



The term Planning properly covers a wide range of activities, including the preparation of local plans, 
economic development, and conservation. The indicators proposed here only deal with development 
control. These indicators are therefore not for use by county councils. 



Applications decided within 8 weeks is a readily available measure of one aspect of development control. 
There is no obvious way of measuring the quality of the decisions made and the degree of local 
consultation, though appeals allowed is one very partial Indicator. 



Issues to be considered in future years include: 

Strategic planning, enforcement, responsiveness to objections, mineral extraction, 
conservation areas, listed buildings, derelict land, economic development. 
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PLANNING 



CITIZEN’S QUESTIONS 


No 


INDICATORS 


COMMENTS 


How many planning 
applications are there? 


PLA 1 


Number of planning applications 
per 1000 resident population 
showing separately: 

Householder applications 
Other 


This is a contextual indicator to assist with the Interpretation of the others. 


How quickly are 
householder 
applications decided? 


PLA 2 


Percent of householder 
applications decided within 8 
weeks. 


Most citizens would expect a speedy response to householder applications. 
The 8 week period is the DoE's guide-line. Other types of application may 
be on average more controversial, and have been excluded from this 
indicator as no suitable guide-line is practical. 

Speed is only one aspect of quality, and does not measure the correctness 
of the decision, or whether the various parties affected by applications are 
satisfied with either the process or the outcome. 


How often are planning 
decisions changed on 
appeal? 


PLA 3 


Decisions successfully challenged 
on appeal per 100 applications, 
showing separately: 

Householder applications 
Others 


Appeals may measure the level of dissatisfaction with decisions, and the 
number over-turned could indicate the quality of the decision made. Again, a 
very partial measure of quality. 


How often does the 
council make decisions 
which differ from the 
Iona term plan? 


PLA 4 


Percent of decisions which are 
materially different from the local 
plan. 


Local development plans should be in accordance with the Planning and 
Compensation Act 1991. 


What does it cost the 
tax-payer to provide 
planning services? 


PLA 5 


Net expenditure per head 
(development control and 
enforcement) 


Cost of these functions are defined by CIPFA 
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COLLECTION OF LOCAL TAXES 



Next year councils will be collecting three different taxes. National Non-Domestic Rates, Council Tax and 
Community Charge. 

There are various ways of measuririg the collection - or non-collection - of taxes, e.g. the provision for non- 
collection, the level of arrears, the amount written off, and the number of taxpayers with serious arrears. 
Most of these accounting terms are not readily understood by the majority of citizens. Proposed here is 
therefore a rather simpler measure of the success of tax collection, viz. the amount collected during the ^ 
year (including arrears) as a percentage of the debit for the year, and only for Council Tax. The first year s 
figures will not be directly comparable with subsequent years whilst arrears build up. 

The other way of measuring the effectiveness of tax collection is simply the impact of non-payment on the 
bills of those who do pay. However strong advice has been received that this could encourage the 
practice of deducting this amount from payments. 
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COLLECTION OF LOCAL TAXES 



CITIZEN'S QUESTIONS 


No 


INDICATORS 


COMMENTS 


How successful is the 
authority at collecting 
local taxes? 


TAX 1 


Council tax collected during year as 
a per cent of amount due 


Amount collected during year (including arrears), as a per cent of annual 
debit. 

Not the best technical measure, but probably the simplest to understand. 
Figures for the early years of Council Tax will not be comparable, as the 
figures include collection of taxes which were due, but unpaid, in 
previous years. 


What does it cost the 
taxpayer to collect local 
taxes? 


TAX 2 


Total cost of all tax collection, per 
head of population 


The collection of National Non-Domestic Rates is funded by central 
government, though some authorities suggest that the level of funding 
does not reflect the full costs. 
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HOUSING BENEFIT 



The administration of Housing Benefit, and the linked Council Tax Benefit, is complicated and hence difficult to 
measure. It Is also difficult to distinguish between the responsibilities of the local authority and that of the 
Government. 

Claimants are mainly concerned with the speed of dealing with their applications, and with receiving the correct 
amounts. Speed of payments can be measured, in various ways, but accuracy (in terms of over- or under-payments) 
is more difficult to measure and indicators will need to be developed. 



Issues to be considered in future years include: 

Incorrect payments 
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HOUSING BENEFIT 



CITIZEN’S QUESTIONS 


No 


INDICATORS 


COMMENTS 


How many people 
receive housing 
benefit? 


HBA 1 


Percent of households receiving 
benefit 


This is a contextual indicator to aid the interpretation of the others 


How long does it take 
to get benefit? 


HBA 2 


Percentage of claims notified within 
14 days. 


This indicator is already reported to the Department of Social Security, 
counting from the day the authority has received all the information it 
requires from claimants. From the claimant's point of view, it could be 
improved in two ways:- 

a. Taking the time from the moment the claim is received by the 
authority or the Benefits Agency; this brings in factors that may not 
be under the authority's control, but is a better measure of the 
service to the claimant. 

b. The average time, rather than the per cent within 14 days. 

This indicator would apply only to new claims. Where housing benefit 
and council tax benefit are posted separately, the later date applies. 
Unsuccessful claims would be included. 


How quickly does the 
council pay rent 
allowance? 


HBA 3 


Average time from receipt of a 
claim to payment of rent 
allowances 


Private tenants can face particular risks of eviction, harassment or refusal 
to renew tenancies. Similar issues apply as with HBA 2. 


How much does it cost 
to administer benefits? 


HBA 4 


Administration cost per case. 


An indicator of efficiency. 
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EDUCATION 



Indicators of schools' performanca - the heart of the education system - are going to be collected by the 
Department for Education as part of the Parents' Charter. These will include school attendance, 
assessment and examination results, and the destination of leavers. Results for every school (Including 
private schools) will be published locally, and DFE Is planning to address the use of "value-added analysis, 
which should greatly improve the comparison of schools' results. 

It is therefore not appropriate for the Commission to call for the same information, though it may be useful 
if local authorities Include a summary of these school indicators along with the other indicators set out 
here. 

The performance indicators listed here are therefore confined to the residual activities of LEAs themselves, 
in particular: provision for under 5's, the planning and financing of primary and secondary schools, dealing 
with special educational needs, school meals, and student grants. 

The most important LEA-level concern of parents is probably their ability to place their children in the 
schools of their choice. Grant maintained schools handle their own admissions, so any measure of choice 
which LEAs could report easily this year would leave out an important sector. What can be measured (in 
various ways) is the balance between admissions or school rolls and school places. This is relevant to 
parental choice, and is also an important indicator of the efficiency of the system. 



Issues to be considered in future years include: 

Parental choice and appeals, youth service, 
careers service, adult education, school transport 
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EDUCATION 



Children Aged under 5 



CITIZEN’S QUESTIONS 


No 


INDICATORS 


COMMENTS 


How many children 
receive nursery 
education? 


EDU 1 


Percent of children reaching minimum 
statutory school age who received 
the equivalent of at least one year’s 
half-time education before that age. 


One year's half-time provides a minimum threshold, but the quality of the 
education is not covered. 


What is the cost to the 
tax-payer of educating 
children aged under 5? 


EDU 2 


Net expenditure per head of 
population on education of children 
under 5 


One of the major policy variables remaining with LEAs. Precise definition to be 
developed. 
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EDUCATION 



Primary Education 



CITIZEN'S QUESTIONS 


No 


INDICATORS 


COMMENTS 


How full are primary 
schools? 


EDU 3 


Total pupils on the rolls of primary 
schools as a percentage of total 
places available 
OR 

admissions as percent of admission 

number 

OR 

the number of unfilled places and, 
separately, the number of pupils 
occupying places which exceed 
school nominal capacity. 


Local education authorities are responsible for planning the overall provision of 
primary education. 

For reasons of efficiency, schools should be well filled, but if parents are to be 
able to choose schools there must be enough capacity to allow them to do so. 
A low percentage on either of first two proposed indicators may, depending on 
local circumstances, suggest poor efficiency, but a very high percentage a lack 
of parental choice. 

Aggregate figures may conceal unused places at some schools, over-crowding 
at others. Hence the possible advantage of the third variant. 


How much does the 
council spend on 
primary education? 


EDU 4 


Amount spent per pupil on primary 
education. 


At present, grant maintained schools are funded on a similar basis to LEA 
maintained schools, so this figure is relevant to all mainstream state provision. 
Should possibly exclude pupils under five. 
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EDUCATION Secondary Education 



CITIZEN’S QUESTIONS 


No 


INDICATORS 


COMMENTS 


How full are secondary 
schools? 


EDU 5 


Total pupils on the rolls of secondary 
schools as a percentage of places 
available 
OR 

admissions as percent of admission 

number 

OR 

the number of unfilled places and, 
separately, the number of pupils 
occupying places which exceed 
school nominal capacity. 


Local education authorities are responsible for ensuring that all resident 
children receive secondary education. 

For reasons of efficiency, schools should be well filled, but if parents are to be 
able to choose schools there must be enough capacity to allow them to do so. 
A low percentage on either of first two proposed indicators may, depending on 
local circumstances, suggest poor efficiency, but a very high percentage a lack 
of parental choice. 

Aggregate figures may conceal unused places at some schools, over-crowding 
at others. Hence the possible advantage of the third variant. 


How much does the 
council spend on 
secondary education? 

« 


EDU 6 


Amount spent per pupil aged 11-16 
on secondary education. 


At present, grant maintained schools are funded on a similar basis to local 
education authority maintained schools, so this figure is relevant to all 
mainstream state provision. 

Restriction to pupils aged 1 1-1 6 Is necessary for comparative purposes. A 
weighting system to derive this figure from the actual cost of secondary 
schools is described In the detailed notes. 
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EDUCATION 



Children with Special Educational Needs 



CITIZEN’S QUESTIONS 


No 


INDICATORS 


COMMENTS 


How many children 
have special 
educational needs? 


EDU 7 


Percent of children with a statement 
of special educational need. 


This indicator is designed to help the Interpretation of other special educational 
needs indicators rather than be meaningful by itself. Authorities have different 
policies and criteria for issuing statements of special educational needs. 

The indicator includes all children, as LEAs have a responsibility for assessing 
special educational needs wherever children are educated. 


How quickly are 
special educational 
needs assessed? 


EDU 8 


Percent of draft statements of special 
educational needs completed within 6 
months 

OR 

Average time to complete draft 
statements of special educational 
needs 


Speed of assessment Is one aspect of the quality of the service for children 
with special educational needs. The DFE guide-line Is that they should be 
completed within 6 months. This may be reviewed shortly; if so this indicator 
will change to reflect the new guide-line. 

The first proposed Indicator does not reflect the frequency with which very 
long assessment times occur. It may, therefore, be better to report the 
average time to completion. 


Are children with 
special educational 
needs integrated into 
mainstream schools? 


EDU 9 


Percent of maintained pupil 
population placed in any type of 
special school. 


Opinions vary on the extent to which children with special educational needs 
should be integrated into mainstream schools. This indicator reflects the 
factual situation as a basis for more informed consideration of the Issues. 
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EDUCATION Student Grants 



CITIZEN'S QUESTIONS 


No 


INDICATORS 


COMMENTS 


How quickly are 
student grants paid? 


EDU 10 


Number of mandatory student 
maintenance grants paid by 1 0th 
October 1 993 as a percentage of all 
accepted applications received by 
31st August 1 993 


Mandatory student maintenance grants are normally paid termly, though the 
number of terms and the start dates vary. The Department for Education is 
considering Issuing good practice guidance, but until that is issued it seems 
reasonable that students should be paid their grants within about one week of 
the start of each term. 

The indicator proposed is very simple; it does not adequately reflect the 
complexity of the real situation, and it only measures performance in the first 
term. 


How does the authority 
exercise its discretion 
on non-mandatory 
awards? 


EDU 11 

EDU 12 
EDU 13 


Number of discretionary student 
awards paid as a percentage of the 
total number of applications 
received 

Average value of each award made 

Expenditure per head on 
discretionary awards 


The number and value of discretionary awards will vary depending on the 
number of applications received, local authority policy, and the means of 
parents and guardians. 
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EDUCATION School Meals 



CITIZEN’S QUESTIONS 


No 


INDICATORS 


COMMENTS 


Can children eat hot 
meals at school? 


EDU 14 


Percent of LEA school pupils who 
have the choice of eating a hot, 
cooked meal on school premises at 
lunch-time. 


Only free school meals need to be provided by statute, and they can be packed 
rather than hot. Some local education authorities make provision for all 
children, if they choose, to have a hot, cooked meal and some schools with 
delegated budgets choose to do so when their authority does not. 

It would be preferable to measure the nutritional content of meals. It would 
also be better to measure the take-up rate, but both of these are complex 
indicators which are difficult to define precisely and measure. This is a 
possible proxy quality indicator, even though some children will choose nothing 
but chips. 

The indicator includes all children, whether entitled to free school meals or not. 
Problems of counting "meals" are dealt with In detailed notes, available on 
request. 


What does it cost to 
provide school meals? 


EDU 15 


Cost per school meal 


Should probably be reported excluding the net cost of free meals. 
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EDUCATION 



Expenditure 



CITIZEN’S QUESTIONS 


No 


INDICATORS 


COMMENTS 


What is spent on 
education? 


EDU 16 


Net expenditure per head of 
population on education, in total 
and by service 


Summary of main items of education expenditure to be aligned with S42 
statement in 1993/94. Focusing on spending still controlled by the LEA, e. g.. 
Administrative, Youth Service. 



Printed image digitis 




EDUCATION: Page 57 

<:S CHARTER r PERFORMANCE INDICATORS" 

laitisation Unit 



ibrai 



SOCIAL SERVICES 



The management of local authority social services Is undergoing significant change. In particular, care 
management will Increasingly focus on the Individual needs of Individual clients. Traditional measures of 
performance will become less meaningful, and could be seriously misleading. For example, the cost per 
elderly person In residential care will have little or no value as an efficiency measure. The aim of the 
change In service provision Is to keep people at home as long as they wish and are able to cope, so a 
successful authority should only provide a residential place to the most dependent clients. Measures such 
as cost per person were always criticised on the grounds that they needed to be compared with the 
quality of care on offer; now there is the added problem that a high cost would result from a successful 
implementation of the Community Care Act. 

In addition, local authorities will increasingly enable, rather than directly provide services. In some cases 
enlisting the help of a wide range of providers, some of them individual people. This will make 
comparative measurement of performance particularly difficult. 

The enclosed list is intended to be a practical approach to the problem, recognising that many authorities 
may not be in a good position to provide client-based Information. The longer-term goal is to sample from 
the detailed Information departments will maintain to help them plan and monitor the delivery of 
appropriate care to Individual people with individual needs. But at present comprehensive databases do 
not exist in many authorities, and realism dictates caution In demanding too much, too soon. 

This year's proposals sample from the basic data-set every authority is expected to need to implement 
Care in the Community adequately from 1st April 1993. For example, it would be desirable to identify the 
quantity and quality of services available to support those who care for others, and to compare it with the 
costs of providing such support. But the Commission is aware that many authorities would have difficulty 
in responding to such questions, even if a consensus could be reached on how best to measure quality. 
Rather than ignore the issue altogether this year, it may be better to have an indicator which begins to 
address the topic and which will form the basis for future development. 
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As a result, the proposals address many issues relatively superficially, and they will require considerable 
development over the years. Nonetheless, they should provide citizens with some useful information at 
this stage, and provide a firm foundation for a more comprehensive and meaningful set of indicators in the 
future. Because of the necessity to develop new ways of indicating the performance of social services 
departments, one significant cause for expenditure - residential care - has been largely omitted. The need 
for residential care will continue no matter how successfully Care in the Community is Implemented. The 
Commission will consider developing indicators of the quality of such care, as well as Its cost and 
efficiency, for possible inclusion in future lists. 



Issues to be considered in future yeare include: 



Access to day centres; people with mental health problems; the discharge of elderly frail people from hospitals; 
children's preventive services; family centres; parental and child involvement in care planning; charges for care, 

residential care. 
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SOCIAL SERVICES Helping People to Live at Home 



CITIZEN’S QUESTIONS 


No 


INDICATORS 


COMMENTS 


How many people are 
helped to live at home? 


PSS 1 
PSS 2 

PSS 3 


Percentage of people aged 75 or 
over who receive any form of home 
help service. 

Number of clients with learning 
difficulties who receive help to live 
in independent accommodation, as 
a percentage of the client group 

Number of clients with physical 
disabilities who receive help to live 
in independent accommodation as a 
percentage of the client group 
registered with the authority 


Measures of the size of the client groups helped by local authorities to live 
at home are required to interpret other indicators. 

Where the size of client groups can be related to a potential client group 
(population aged 75 or over), this may be the best indicator. For people 
with learning difficulties, the size of the client group should be known 
sufficiently accurately to use the whole group, but this less likely for people 
with physical disabilities. No indicator is proposed this year for people with 
a mental health problem, because of the difficulty of defining the client 
group. 

An alternative approach for some client groups would be to measure the 
rate of flow from residential to independent accommodation, but the border 
between the two is blurred and may make definition difficult. 


How many people 
being helped to live at 
home receive help 
often? 


PSS 4 


Percentage of those receiving help 
to live at home who receive it on 5 
days a week or more. 


This does not address the quality of help provided, but it does indicate how 
many of the clients receive a level of care which, were it to be withdrawn, 
would be likely to increase the need for residential accommodation. 

It would be better to have indicators which showed the level of need 
amongst clients for help to live at home and the success of the local 
authority in meeting that need. These would be difficult to collect and 
interpret and would require more research than has been feasible to date. 

The Commission is aware that other thresholds are possible and would 
welcome advice on the most appropriate Indicator. 
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Can people choose the 
help they receive? 


PSS 5 


Can the authority's clients receiving 
help at home choose the type of 
help they receive from a list 
including at least: 

Household cleaning 

Personal care 

Washing and ironing 

Cooking 

Local shopping 

Collection of DSS benefits... 


Opinions vary on the extent to which clients should be allowed to choose 
the type of help they receive. Choice is one of the principles of the 
Citizen's Charter. However it Is Department of Health policy that 
authorities should be specific about the type of help being offered to meet 
client needs. 

The form of the indicator could be a score based on the number of positive 
answers, the higher the scores indicating more choice. However, it does 
not reflect the quality or the quantity of the services provided. 

The Commission welcomes views on whether this Is an appropriate issue to 
attempt to measure; whether the proposed method is worth developing; If 
so, what should be in the list; if not, how else the issue could be 
addressed. 


How many elderly 
people have had their 
need for care met? 


PSS 6 


The percentage of the population 
aged 75 or over who have received 
a formal assessment of care 


It Is necessary to identify needs before they can be met. In accordance 
with community care legislation, local authorities have a duty to assess 
elderly people needing care. Referrals may come from GPs (who are 
required to screen all patients aged 75 or over), voluntary organisations and 
housing departments. They then assess clients formally. 

Practice is developing as Care in the Community is implemented. This 
indicator Is intended to reflect success in initiating the process. It does not 
reflect whether: 

the assessment was done quickly enough or 

it was In sufficient depth or 

the identified needs were met quickly, and in full. 

The Commission welcomes views on the best way to address the issues. 
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Does the authority 
identify elderly people 
who need help in time? 


PSS 7 


The proportion of those entering 
long term residential care who were 
not given any form of regular 
support before entering 


Authorities need to identify clients from all groups In time to help them to 
choose whether to live at home or to enter residential accommodation. 

There will always be clients for whom a sudden crisis necessitates a move 
into residential care, but an authority which Is successfully Identifying 
elderly people in need of help, and providing suitable services to meet those 
needs, will have relatively fewer clients in this category than an authority 
which is less successful. 

The definition of "any form of regular support" will be developed. 


How long do people 
have to wait for 
equipment they need 
to make life easier? 


PSS 8 


The average length of time in 
response to requests for equipment 
from: 

Referral to assessment 
AND 

Assessment to provision or 
installation 


Speed is one aspect of the quality of this service. It would be desirable to 
have indicators of: 

Provision compared with need 

Appropriateness of equipment 

Provision of services as well as equipment 

The range of speeds with which requirements are met 

However, these are all more complicated to collect or interpret. For this 
year a simple indicator Is proposed. 


What help is available 
for those who care for 
others? 


PSS 9 


Availability of: 

Help from care attendants 

Family placement schemes 

Sitting and befriending services 

Daytime services 

Short stay respite care 

Counselling and advocacy for 

carers 

Holidays 

Transport 


An indicator is required to show the range of services available to support 
those who care for others at home. 

One simple way of doing so would be to ask authorities to specify which 
were available, subject to a minimum quantity threshold, but this would not 
adequately reflect the various levels of the quantity or the quality of the 
services provided. 

Another option would be to select one or two of the services, such as short 
stay respite care and holidays, and ask for a more detailed analysis. 

The Commission has not decided on the best way of addressing the issue, 
and would welcome advice. 
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SOCIAL SERVICES 



Children 



CITIZEN’S QUESTIONS 


No 


INDICATORS 


COMMENTS 


How many children 
receive help from social 
services? 


PSS 10 


Number of children "looked after" 
by social services per 1 000 
population of all children aged 
under 18. 


This is a contextual indicator of the client group. 


How many children are 
looked after by the 
council? 


PSS 11 


Number of children who are looked 
after by the council In proportions: 

In secure accommodation 
In residential homes 
In foster care 
Living independently or in 
supported accommodation 
Other, including care at home 




How many children are 
registered as having 
suffered from or being 
likely to suffer from 
neglect, injury or 
sexual or emotional 
abuse? 


PSS 12 


Number of cases of children under 
age 18 per 1000 population of all 
children aged under 18 who have 
been: 

placed on the register 
taken off the register during 
the year 


A better indicator would measure the ability of local authorities to: 

identify children who may need protection 
provide the required protection 

The proposed indicator gives some Indication of the size of the potential 
demand, but not of the outcome and may be difficult for citizens to 
interpret. 

The Commission would welcome advice on better ways of addressing the 
issue. 
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How often are care 

arrangements 

changed? 


PSS 13 


Percentage of children being looked 
after who have moved or had their 
type of care changed more than 5 
times 


It is undesirable to change the pattern of a child's care frequently, though 
circumstances will often dictate that it is necessary. Nonetheless, an 
authority which is more successful in providing suitable care will have, on 
balance, a lower number of disruptions per child than one which Is less 
successful. 

This indicator could be expressed In different ways, such as the number 
with less than 2 changes, those between 2 and 10 and those with more 
than 10, or It could show averages. The Commission would welcome 
advice on the best wav to address this issue. 


Are children being 
looked after kept as 
close as possible to 
their family homes? 


PSS 14 


Percentage of children being looked 
after within 5 miles of their family 
home 




Are children looked 
after by people of 
similar ethnic culture? 


PSS 15 


Percentage of children in residential 
homes who are from ethnic 
minorities. 

Percentage of staff In residential 
homes who are from ethnic 
minorities. 


This indicator would not apply to authorities where the percentage of 
children in residential homes from ethnic minorities was less than 5%. 

It could show separately the different ethnic communities, but this would 
require a more complicated indicator. Equally a similar indicator could be 
applied to children with foster carers. 


How many day places 
are there for children 
aged under 5? 


PSS 16 


Number of places for children aged 
under 5 per 1 000 population under 
5 in: 

Day nurseries 
Registered child-minders 
Others, including play 
groups 


The provision of day places for children aged under 5 can run from a few 
hours a week up to a full "working" week. Local authorities may choose to 
enable the provision of such places for a number of reasons. 

This indicator is intended to reflect the extent to which they have done so. 
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SOCIAL SERVICES 



Expenditure 



CITIZEN’S QUESTIONS 


No 


INDICATORS 


COMMENTS 


What does it cost to 
provide social services? 


PSS 17 


Net expenditure on: 

Elderly 

People with physical 
disabilities 
People with learning 
difficulties 

Mental health problems 

Children 

Others 

- Support services 

- Total 


To be shown per head of population (indicator of the cost to taxpayer) and 
for the elderly, physical disabilities and learning difficulties per head of client 
group as defined in PSS 1-3. 
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HIGHWAYS 



Most citizens are interested in roads and footpaths, but their interests vary widely. Some are concerned to 
make the roads convenient for drivers, others are concerned to improve the lot of cyclists or pedestrians, 
whereas for others the prime considerations are safety, the environment or public transport. There are 
also special concerns for people with disabilities. To add to the complexity of the issues, the Department 
of Transport is responsible for the motorway and trunk network, whilst highways authorities are 
responsible for other roads. In addition, public utilities have the right to excavate the highways when 
required, though the New Roads and Street Works Act has constrained them to some extent. 

A large proportion of highways expenditure is on roads, whereas many people actually spend more time 
travelling on foot than they do in vehicles. The Commission has considered assessing the quality of the 
road network by measuring the money devoted to different types of expenditure and the frequency of 
carriageway repairs. Though it is possible to gather the statistics, the Commission was not convinced that 
the benefit gained by citizens from having such managerial information would be worth the costs Involved 
in collecting some of the data, for example on the bumpiness of roads. Although this appears to be an 
ideal "citizen's” indicator, the form in which it would be expressed would make it very difficult for ordinary 
people to Interpret. 

The current proposals are designed to reflect some of the Issues of most concern to the majority of users, 
but many will require development in the future. 



Issues to be considered in future years include: 

Road condition; parking; environmental issues, including noise, emissions and pedestrianisation; 
traffic growth and speed; travel for people with disabilities; public transport; value for money of 

highways spending; obstructions to public rights of way 
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HIGHWAYS 



CITIZEN'S QUESTIONS 


No 


INDICATORS 


COMMENTS 


How often are the 
roads obstructed by 
road works? 


HWY 1 


Number of obstructions on an 
average day per 1 0 kilometres of 
principal roads:- 

In built-up areas 
In non-built-up areas 


Obstructions to the roads can cause traffic congestion and, hence, 
frustration to motorists. Citizens do not readily distinguish between 
the various bodies responsible for obstructions, but under the New 
Roads and Street Works Act local authorities have a duty to co- 
ordinate them when informed in advance, and try to reduce disruption. 

Obstructions would be defined as in the New Roads and Street Works 
Act and thus exclude illegal parking, accidents and breakdowns. It 
would possibly be better only to count obstructions between 7 a.m. 
and 7 p.m. on weekdays. This would give credit to those who work 
outside normal working hours to minimise traffic disruption, but 
working out of hours could be an environmental nuisance, and would 
require additional data collection. It is proposed to limit the indicator to 
traffic sensitive situations to be defined In Government regulation. 

In practical terms, however, it may be necessary to delay its 
implementation to allow time for information systems to be 
established. 


Are the street lamps 
kept in working order? 


HWY 2 


Average number of street lamps 
not In working order at any one 
time 


An alternative variant could be "Average time between a street lamp 
fault being reported and It being put right". 


How quickly are traffic 
lights repaired? 


HWY 3 


Average time between any reported 
failure of a traffic signal and its 
repair 




How quickly are pot- 
holes repaired? 


HWY 4 


Incidence of pot-holes or speed of 
response to complaints. 


Surveys show that road-users are concerned about pot-holes. The 
Commission would appreciate suggestions for ways in which this could 
be measured. 
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How safe are the roads 
and footways? 


HWY 5 


Deaths and personal Injuries per 
1000 population to: 

persons in motor vehicles 

pedestrians and cyclists, due to 
motor vehicle accidents 

pedestrians and cyclists due to 
other accidents 


More detailed statistics are readily available, for example by age group. 
The current proposal is to keep the indicator relatively simple. 

It would be preferable to identify the cause of the accidents, for 
example road geometry, road surface. However this depends on police 
Incident forms which are unlikely to be comparable across the country, 
and which may soon be phased out. 


HWY 6 


Number and total value of 
successful pedestrian claims 
against the local authority (or its 
insurers) 


This Is a crude indicator of the quality of the maintenance of the 
footways. It is also influenced by other factors such as the local 
propensity to sue the council. 


How many streets in 
built-up areas have 
traffic calming? 


HWY 7 


Proportion of built-up streets which 
have traffic calming or have been 
closed to non-resident traffic 




Are rural footpaths 
properly signed? 


HWY 8 


Percent of public rights of way 
(footpaths, bridle paths and by- 
ways open to all traffic) which 
have been properly sign-posted. 


Public rights of way should be signed wherever they cross metalled 
roads in accordance with the Countryside Act 1968 Section 27. 

A measure of the obstructions to public rights of way could be 
obtained by sampling. 


Are trees by the side of 
the road being 
preserved? 


HWY 9 


Net gain or loss of street trees in 
built-up areas. 


Refers to roads maintained by Highway Authority. 


What does it cost the 
tax-payer for 
highways? 


HWY 10 


Net expenditure per head on 
highways. 
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LIBRARIES 



The Commission proposes five indicators for libraries. These will not be seen by most librarians as enough 
to do justice to the variety of objectives that they serve. 

For examples libraries have a lending function and also provide reference materials and handle information 
enquiries. So a single cost covering all these activities and others cannot properly be compared with the 
number of items lent out. However asking libraries to split their costs between such activities would 
impose a major new burden on all authorities which may not be worthwhile at present. 

One novel indicator included here is the number of visits to libraries. This is one way of measuring the 
public's use of library services other than lending. The Commission is advised that libraries have already 
been asked to make reasonable estimates of this figure, and the information should be useful to the 
service itself. 

There are a number of possibilities for developing this list; for example, two other measures that would 
deal more closely with the quality of service are the percentage of occasions on which borrowers obtain 
the books of their choice (the "fill rate"), and the speed of dealing with requests for books not immediately 
available. 



Issues to be considered in future years include: 

Fill rate, active membership, mobile libraries, hospital and home services. 
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LIBRARIES 



CITIZEN’S QUESTIONS 


No 


INDICATORS 


COMMENTS 


How many books and 
other items are issued 
by the libraries? 


LIB 1 


Issues per head of resident 
population divided into: 

Books 

Other media 


This is an indicator of the use made of the library lending service. It does not 
measure the quality of the service per se, or the quality of the Items 
borrowed, and it may be distorted by high volume items. This, and LIB 2, 
will also be subject to distortion in city centres with large day-time 
populations, so a better denominator might be the day-time population. 


How many people go 
to libraries? 


LIB 2 


Visits per head of resident 
population 


Libraries perform many functions, of which lending is only one. The number 
of people who visit a library is a proxy indicator for these other services. 

Where visits are not counted systematically, a single-week sample estimate 
could be used (as recommended by CIPFA). 


How easy is it to get to 
a library? 


LIB 3 


Percent of the resident population 
living within 2 miles of a library 
which is open for at least 20 hours 
per week. 


If the full functions of a library service are to benefit residents, they need to 
be able to reach a permanent, open library. Distance is a proxy for ease of 
access in travel terms. 

Rural areas will fare less well on this indicator than urban ones. 

Mobile libraries, hospital and home library services perform important 
services. They are, however, more difficult to define and measure and have 
not been Included this year. 


How good is the library 
stock? 


LIB 4 


Acquisition spend per head of 
population on: 

Books 

Other media. 


The value or quality of the stock cannot be measured in simple terms. This 
indicates the investment in new stock. 


What does it cost the 
tax-payer to provide 
libraries? 


LIB 5 


Net expenditure per head on the 
library service. 
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CONSUMER PROTECTION 



As both a regulatory and an advisory service, trading standards and consumer protection is a service 
which is difficult to measure in ways which will allow for comparisons of the performance of different 
local authorities. In particular, It Is difficult to identify suitable measures of outcome. 

Although citizens are likely to be familiar with the issues the service is designed to address, they are less 
likely to be familiar with the processes undertaken. The proposals attempt to measure both the regulatory 
and the advisory activities of local authorities In ways which citizens will understand. 



Issues to be considered in future years include: 
Statutory duties under the Weights and Measures Act 
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CONSUMER PROTECTION 



CITIZEN’S QUESTIONS 


No 


INDICATORS 


COMMENTS 


How often are risky 
businesses visited? 


CON 1 


The average number of months 
between inspections of premises 
assessed to be high risk 


High risk will be defined, possibly as a type of premise where there is the 
likelihood of a breach of legislation in 50 per 1000 traders. 


How often do 
businesses break trading 
standards? 


CON 2 


The number of prosecutions, formal 
and written cautions and statutory 
instructions taken or issued per 
1000 businesses 


This answers the citizen's question only partly. It does not Indicate how 
good the authority is at reducing offences, nor at catching offenders. 
More receptive complaints systems would record more Incidents. 

The Commission would welcome advice on better ways of answering the 
question. 


How often do members 
of the public complain 
about criminal breaches 
of trading standards? 


CON 3 


The number of complaints about 
breaches of trading standards per 
1000 population. 


This indicates the frequency with which the public contacts the authority 
alleging trading standards breaches. It will vary depending on the area and 
the accessibility of the authority. It should be read in conjunction with 
CON 2. A complaint must concern a breach in respect of which the local 
authority could institute legal proceedings, whether or not the complaint 
was confirmed or action taken. 


How quickly does the 
council respond to 
members of the public 
who ask for advice? 


CON 4 
CON 5 


Number of consumer complaints or 
request for advice per 1000 
population. 

Speed of response in dealing with 
them 
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POLICE 



Different citizens make very different and potentially conflicting demands on the police force, depending 
on whether they are victims, witnesses or the accused, or simply benefit from the absence of crime. 

Conflicts also occur with regard to the deployment of police officers. Operational decisions about priorities 
can considerably affect, for example, the way in which motoring offences are treated. In a police force 
there is a particular risk that the service may be distorted by the collection and publication of comparative 
statistics. 

It can be difficult to interpret such statistics properly. For example, a good police force might encourage 
the reporting of crime, but appear to solve a relatively small proportion of it. Another force may actually 
be less successful at solving crime, but appear better in percentage terms because less is reported to it. 

At present the police report statistics on a calendar year basis, not a financial year basis. The Commission 
understands that the Home Office plans to change this practice as soon as primary legislation can be 
passed, probably not until 1994 at the earliest. 

All but three of the proposals are already reported to Her Majesty's Inspectorate of Constabulary or the 
Home Office. Some issues, such as community relations, will require further work in future years. 

The Metropolitan Police are not covered under the Local Government Act 1992. 



Issues to be considered in future years include: 

Crime prevention, incorrect arrests, public order, public reassurance, police morale 
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POLICE 



Responding to Emergencies 



CITIZEN’S QUESTIONS 


No 


INDICATORS 


COMMENTS 


How quickly do the 
police answer the 
telephone in an 
emerqency? 


POL 1 


Time within which 95% of 999 
telephone calls are answered 


Measures time from connection by the BT operator to answer by police. 
Ignores time for BT to answer the initial call. Some forces log calls, others 
can only use sample estimates. 


- - ^ f ■■ — 

How quickly do the 
police get to an 
emergency incident? 


POL 2 


Target times for response to 
emergencies in: 

Non-built up areas 
Built up areas 

Percent of occasions on which 
target times were met 


Definition being developed by ACPO. Typically "immediate response" is 
offered where violence or a threat to life is posed, where a crime Is in 
progress or where a traffic accident has caused serious injury or traffic 
congestion. 
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POLICE 



Crime 



CITIZEN’S QUESTIONS 


No 


INDICATORS 


COMMENTS 


How many crimes are 
solved by the police? 


POL 3 


Number of recorded crimes per 
1000 population 

Number detected 


Several methods of clear-up are recorded. Some (e.g. prison write-offs) 
could be excluded from the definition of POL 3 to POL 6 so that the 
indicators better reflect current detection performance. 


How many burglaries 
are solved by the 
police? 


POL 4 


Number of recorded burglaries per 
100 dwellings 

Number detected 


See POL 3. 


How many violent 
crimes are solved by the 
police? 


POL 5 


Number of recorded violent crimes 
per 1000 population 

Number detected 


Violent crimes include violence against the person, sexual offences and 
robbery. 

See also POL 3. 


How many serious 
crimes are solved by 
each police officer? 


POL 6 


Number of serious crimes detected 
per officer 


Chief Constables have considerable discretion over how to deploy their 
officers to achieve the best effect. This indicates one aspect of police 
efficiency, but needs to be considered together with the level of crime, and 
the other responsibilities of the police. 

Serious crimes are as defined by the Home Office. They include burglary, 
arson, fraud and violent crimes. See also POL 3. 

Officers engaged permanently on national duties and Royal, diplomatic, port 
or other protection duties are excluded, as are officers paid for wholly by 
another force. 
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POLICE 



Traffic 



CITIZEN'S QUESTIONS 


No 


INDICATORS 


COMMENTS 


How successful are the 
police at tackling 
drunken driving? 


POL 7 

POL 8 
POL 9 


Number of breath tests 
administered per 1 000 population 

Percentage which proved positive 

Number of accidents per 1000 
population involving death or injury 
in which one of the drivers was 
above the legal limit for alcohol or 
drugs 


The police have considerable discretion in dealing with drivers under the 
influence of drugs or alcohol. This indicates only one aspect of their 
response to the problem, together with the most obvious of outcome 
indicators. 


How are the police 
tackling speeding and 
dangerous driving? 


POL 10 
POL 11 


Number of motorists per 1000 
population dealt with for: 

Speeding 
Dangerous driving 

Number of accidents per 1000 
population involving death or injury 
in which one of the main 
contributory factors was excessive 
speed or dangerous driving 


"Dealt with" includes all formal action, i.e. charge, summons, caution, 
"no further action". It excludes verbal warnings. 
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POLICE Public Reassurance 



CITIZEN’S QUESTIONS 


No 


INDICATORS 


COMMENTS 


How much time do 
uniformed officers 
spend on the beat or 
on bicycle? 


POL 12 


Percent of uniformed police officer 
time spent on foot or bicycle patrol 


This requires activity analysis to be developed during 1 993/4 and is 
optional until that is in place. 

Opinions vary on the efficacy of uniformed police officers on the beat. 
The public seems to gain reassurance from seeing police officers on the 
beat, but this is not necessarily the most effective use of their time. 
There is a balance to be struck between visibility and speed of response 
and the performance of other police tasks. Chief Constables exercise 
considerable discretion over this balance. 
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POLICE 



Community Relations 



CITIZEN’S QUESTIONS 


No 


INDICATORS 


COMMENTS 


Will a female officer be 
available if a female 
would provide a better 
service in the eyes of 
the public? 


POL 13 


Percent of police officer strength 
which is female 


In some circumstances female officers are required; for example, female 
members of the public may prefer discussing some allegations with 
female officers. This partially answers the question - without a 
reasonable number of female officers It may be less likely that one would 
be available when needed. 

The full answer depends on the deployment of the female officers, but 
this would require a more sophisticated indicator. 


Does the police force 
reflect the ethnic mix 
of the community it 
serves? 


POL 14 


Percent of police officer strength 
which is from the ethnic minorities 

Percent of the local population 
which is from the ethnic minorities 




How many complaints 
are made against the 
police? 


POL 15 


Number of complaints recorded per 
1 00 police officers 

Number substantiated 


A complaint Is recorded if it is made against an individual officer and is 
dealt with either by a formal enquiry or by informal resolution. 


How much do the 
police pay out in 
compensation? 


PO 16 


Amount paid in settlement of 
claims for civil actions brought 
against the police 

Number of claims settled 
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POLICE 



Resources 



CITIZEN’S QUESTIONS 


No 


INDICATORS 


COMMENTS 


What is the cost to the 
tax-payer of providing 
the police force? 


POL 17 


Net expenditure per head on; 

Pay of officers above rank of 
constable 
Pay of constables 
Civilian pay 
Other expenditure 


These figures can be used to support various comparisons, for example: 

- per cent of resources devoted to "front-line" policing 

- degree of "civillanisation" 

- level of resources available to support police, officers’ work. 
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FIRE SERVICE 



Citizens are likely to be most concerned about the chances that buildings will catch fire, and the speed and 
efficiency with which fire brigades will respond. The probability that buildings will catch fire could be 
reported, but its link to the performance of the fire brigade is not easy to interpret. Similarly it is not 
straightforward to develop measures of success in putting out fires. Simple indicators are therefore 
proposed for this year. 

The per cent of occasions on which the Home Office attendance standard is not met is a particularly good 
indicator, it has been established for some time and provides the basis on which brigades' resources are 
assessed. Curiously it is not currently reported to the Home Office. 

The indicators suggested here for the fire service should not pose problems for brigades; they will be 
Included in the more detailed set of Pis that the Home Office is developing for the service. 



Issues to be considered in future years include: 

Fire prevention 
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FIRE SERVICE 



CITIZEN’S QUESTIONS 


No 


INDICATORS 


COMMENTS 


How often is the 
brigade called out to 
fires? 


FIR 1 


Number of fire calls per 1000 
population 


This indicates the demand on the fire service. 


How quickly do they 
get there? 


FIR 2 


Percent of occasions on which 
Home Office attendance standards 
are not met 


This applies only to fire calls. 


How many people were 
killed or injured in fires? 


FIR 3 


Brigade reported deaths and injuries 
in fires per 1000 population. 


This will fluctuate considerably from year to year, so will need to be 
Interpreted with caution. 


How often does the 
fire brigade get called 
out to attend incidents, 
other than fires? 


FIR 4 


Number of "special service" 
incidents per 1000 population 


Some of these are genuine emergencies, others are not. With present 
recording systems emergencies cannot be separated from other incidents. 


What is the cost to the 
taxpayer of the fire 
service? 


FIR 5 


Net expenditure per head on the 
fire service. 
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